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OF  RE-ENGINEERING 


seo  ueoooooo  #8/ao/eeiTztT#  once  again,  it's  all  about  business  processes. 

oso-a..ioi  ia-ao-waid.........  idraaxa#  around,  IT  is  leading  the  chaise. 


Virtualize, 

the  plug-and-play  way. 

With  numerous  hardware,  software  and  networking  options 
to  choose  from,  virtualization  can  be  a  really  complex  process. 
The  new  IBM  BladeCenter®  Foundation  for  Cloud  with  Intel® 
Xeon®  processors  changes  all  that,  dramatically. 

It’s  a  workload-ready  platform  with  built-in  management, 
so  it’s  quick  to  deploy  and  easy  to  manage.  Also,  the  system 
Integrates  seamlessly  with  your  existing  infrastructure.  So  you 
can  get  started  at  once,  without  wasting  precious  resources. 

In  addition,  you  have  the  option  to  transition  to  the  cloud  on 
your  terms,  not  on  your  vendor’s.  For  Improved  business  agility 
and  reduced  IT  costs,  look  to  the  IBM  BladeCenter  Foundation 
for  Cloud. 


Take  10  minutes  to  see  for  yourself. 

See  how  the  IBM  BladeCenter  Foundation  for  Cloud  makes  things 
easy  for  you.  Visit  ibm.com/systems/foundatien 
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Brocade  delivers  cloud-optimized  networks  for  today  and  tomorrow. 
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HIGH-PERFORMANCE  COMPUTING 

Supercomputers  Aid  Hurricane  Prep 


' » 


H  Iot  Hurricaiie  Isaj 
month  had  more  detailed  data  about  the 

years  earlier  when  they  were  preparing  for 


daU  to  inform  emergency  wDihets  about  what 
would  happen  once  the  hurricane  sent  water 
into  canals,  levies  and  neigfahotfaoods. 

When  Katrina  hit  in  2005,  tools  for  model¬ 
ing  storm  surges,  while  good,  were  rudimenta¬ 
ry  compared  with  what’s  available  today.  Back 


For  each  node,  which  represents  a  particular 
location  on  a  map,  algorithms  run  computa¬ 
tions  to  determine  what  will  happen  during  a 
hurricane.  'The  number  of  luxles  represented 
is  roughly  analogous  to  the  number  of  dots  per 
square  inch  in  a  photograph:  The  higher  the 
number,  the  more  detail  that’s  available. 

Today,  simulations  with  some  1.5  million 
nodes  can  be  completed  in  an  hour  and  a  half, 
said  Robert  TWilley,  an  oceanographer  and  ex¬ 
ecutive  director  of  the  Lc 
Sea  Grant  Pr 

tured  grid.  To  provide  neighbor¬ 
hood-level  details  about  potential  dooding, 
nodes  can  be  concentrated  in  areas  that  are 
most  vulnerable.  ’The  system  also  helped  iden¬ 
tify  the  best  staging  areas  for  recovery  efforts. 

-  nurick  Thibodeau 


ers.  as  well  as  pilot,  flight  attendant 
and  passenger  groups,  the  FAA  said. 

In  meetings  over  the  next  sir 
months,  the  group  will  look  at  air¬ 
lines'  safety-testing  methods  and 
consider  new  standards  for  in-flight 
use  of  devices.  Public  comments  will 
be  accepted  for  two  months. 

Jot  Carpenter,  an  executive  with 
the  mobile  industry  group  aiA. 

said  that  use  of 
portable  devices 
during  "the  whole 
flight"  should 'ab¬ 
solutely  be  allowed,"  because  stud¬ 
ies  have  shown  that  devices  don’t 
interfere  with  aviation  systems. 

-  STEPHEN  LAWSON, 
IDG  NEWS  SERVICE 
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The  Key  to 


Building  Breakthrough 
Applications 


InterSystems'  application  platform  is  the 
key  to  rapidly  building  a  new  generation  of 
breakthrough  applications  that  provide  the 
scalability,  connectivity,  and  analytical 
capability  users  want  today. 

Our  platform  unifies  three  advanced 
systems  for  data  management,  integration, 
and  analytics.  This  enables  programmers  to 
embed  three  rich  functionalities  all  at  once, 
reducing  development  cycles. 

With  our  advanced  platform,  developers 
rapidly  build  complex  applications  that  can 
be  implemented  quicker,  integrated  easier, 
and  operated  with  minimal  administration. 


InurSyshms 


lnterSysteins.com/Key4A 


there  are  a  lot  of  things  that  can  I 


AMERICA'S  CUP  2013 


Oracle  Brings  High  Tech  to  the  High  Seas 


g  ORGET  THE  fastest  yacht;  the  ou 


It's  hard  to  appreciate  the  scale  of  an  AC72 


on  a  Windows  8  migration  at ; 
7.000-emplovee  company,  wt 
Puckett  declined  to  name. 


The  degree  of  disruption  "depend 


No  matter  how 
evolves, 
rU  be  ready. 


% 


The  top  technical 
skills  to  manage 


An  eye  for  tomorrow’s 
<4>  innovations  and  how 

to  adapt. 

The  soft  skills  to 
lead  projects  and 
motivate  people. 


KAPLAN  UNIVERSITY  1  SCHOOL  OF  INFORMATION  TECHNOLOGY 

Build  the  foundation  of  technical  excellence  to  pursue  the  most  promising  IT 
opportunities.  Strengthen  your  ability  to  lead  projects,  acquire  the  soft  skills  to  inspire 
others  and  adapt  as  IT  continues  to  rapidly  evolve.  Kaplan  University's  curriculum  has 
been  developed  by  respected  IT  professionals  currently  leading  and  working  in  the 
industry.  Both  our  bachelor’s  and  master’s  degree  programs  are  vetted  to  ensure 
we're  right  on  point  with  where  IT  is  today  —  and  where  it's  going. 

Find  out  more  today;  GoForlT.Kaplan.edu  or  877.A96.5A39  (Toll  Free) 


KS  for  an  extended  period  of  time. 

]>arles  King,  an  analyst  at  Pund-IT,  noted  that  c 
a  smartphones  and  tablets  will  continue  to  put  | 
Personal  Systems  Croup,  which  sells  mostly  PC 


.i'll  -early stageS'ifj  njinii 


So  conversations  dial  were  once 
held  only  in  IT  departments 
are  now  happening  across  the 
C-suite.  And  rapidly  deployable 
resources  like  IBM  SmartCloud 
give  decision  makers  plenty  to 


YESTERDAY  THE  BACK  ROOM. 
TOMORROW  THE  BOARDROOM. 
At  most  companies,  the  cloud  is 
taken  at  foce  value — a  conduit 
for  increasing  Bexibility  and 
reducing  complexity.  Meanwhile, 
forward-looking  businesses  are 
rethinking  the  cloud  to  enable 
them  to  profit  from  an  explosion 
of  new  social,  mobile  and 
analytics  capabilities.  They’re 
transforming  business  models, 
disrupting  industries  and 
getting  to  market  in  no  time. 


CLOUDS  BUILT  FOB 
RAtNMAKING. 

One  such  example  is  3M.  These 
early  movers  are  using  the 
cloud  to  analyze  image  design 

Graphic  artists  everywhere 
can  now  upload  their  files  and 
get  instant  feedback  on  what 
will  most  likely  grab  viewers’ 
in.  It’s  a  radically 
t  proposition  with 
new  market  potential. 


RETHINK  IT., 

REINVENT  BUSINESS. 

In  the  trends  of  an  expanding 
digiul  world,  we  see  a  perfect 
storm  of  innovation  forming. 
And  for  today’s  industrious 
businesses,  the  cloud  is  ready 
to  be  capitalized  on. 
ibm.com/cloudtechnology 
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IBM  Keeps  the 
Mainframe  Alive 

with  a  S^Hz,  six-core  processor,  the  zEnterprise 
EC12  is  capable  of  handling  analytics  and  hybrid  doud 
workloads.  By  Patrick  Thibodeau 


Announced  late  last  month,  IBM 
zEnterprise  EC12  runs  a  new  S.5GHZ,  six-core  proc 
essor.  The  zEnterprise  196,  which  was  announced 
two  years  ago  last  month,  featured  a  5.2GHz,  quad 

IBM  says  the  new  system  offers  25%  more  per¬ 
formance  per  core  than  its  predecessor,  and  some 
workloads  will  see  performance  gains  c^  up  to  45% 
The  ECi2  was  produced  at  32  nanometers, 
compared  with  45nm  for  the  previous  model. 

The  smaller  size  makes  it  possible  to  include  more 
cache  on  the  chip  —  in  this  case,  33%  more  Level  2 


*S  LATEST  HAiNFRAME,  the  zEnterprise  ECiz,  was  1 


choose  from  a  wide  array  of  alternative  technologies. 

Charles  King,  an  anal^  at  Purxl-rr,  said  new  IBM  main¬ 
frames  always  include  “an  interesting  mix  of  significant  perfor¬ 
mance  bumps  [and]  new  features.”  Without  new  capabilities,  he 
added,  the  technology  would  “get  stuck  as  just 


.  cache  as  the  pricM:  model,  said  Jeff  Frey,  CTO  of  the 

System  z  pla^rm  and  an  IBM  Frilow. 

Joe  Clabby,  an  analyst  at  Clabby  Analytics,  said  the  increase 


Qsive  workloads,"  be  said.  “The  closer  yv 
processor,  the  faster  it  can  be  executed’ 
The  ECi2  has  3TB  system  memory,  about  the : 
196,  but  it  also  has  flash  memory  with  a  xn 
6.4TB,  and  that  inq^oves  system  performi 
Initially,  the  flash  memory  will  be  used 
paging  of  virtual  memory,  diagnostics  atKi 
wotidoads,  said  Frey.  Eventually,  he  added 


transaction  model  “and  [adapt^j  it  to  different 
For  instance,  be  noted  t^  the  new  system  is 

mettts  that  come  fnxn,  say,  RFID-generated  data 
and  smart  dectridty  meters. 

David  Wade,  CIO  of  financial  services  firm 
Primerica,  said  be  intends  to  upgrade  to  the  ECia 


Only  our  IT  physical  infrastructure  is 
as  dynamic  as  your  business  needs. 


<s  <s 


1&1  DYNAMIC  CLOUD  SERVER 


DEDICATED  RESOURCES  WITH  MAXIMUM  FLEXIBILITY 

With  a  1&1  Dynamic  Cloud  Server,  you  can  change  your  server  configuration  in  real  time 
and  control  costs  with  hourly  billing.  In  addition,  the  1&1  Dynamic  Cloud  Server  provides 
great  value  by  offering  2000  GB  of  free  traffic. 


MAXIMUM  FLEXIBILITY 


ndependently  adjust  CPU  cores,  RAM  and  hard  disk  space 

■  •  ■■  •"sca-’^nc,  rnrougn  hourly  billing  that's  accurate  and  fair 

INCLUDED  TRAFFIC 

PARALLELS®  PLESK  PANEL  11 

■  ■  :  .,„d,r,y  unlimited  domains 

■  -  .  -  lodgement  tools  for  your  server 


MAXIMUM  SECURITY 
sT  FULL  ROOT  ACCESS 


DOMAINS  E-MAIL  WEB  HOSTING  eCOMMERCE  SERVERS 


three  ways  to  prevent  human  error  in  IT  spaces! 

>  Make  the  most  of  your  IT  space!  Download 
ourTop  3  solution  design  guides  today  and 
enter  to  win  an  iPad '  2. 


City/Town: _ 


POSTAGE  WILL  BE  PAID  BY  ADDRESSEE 


AHENTiON  CRC:  t882v 
132  FAIRGROUNDS  RD 
P.0.B0X278 

WEST  KINGSTON  Rl  02892-9920 
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LIFETIME  DISCOUNT 

50%  OFF 

INCLUDING  CONFIGURATIONS, 
NO  SETUP  FEE 


1&1  DYNAMIC  CLOUD  SERVER 


■  Independently  configure  CPU,  RAM,  and  storage 

■  Control  costs  with  pay-per-configuration  and 
hourly  billing 

■  Up  to  6  Cores,  24  GB  RAM,  800  GB  storage 


$24 


II  Parallels 

Plesk  Pa'-- 


1&1 


Call  1  (877)  461-2631  or  buy  online 


www.land1.com 


I 
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Adrian  R. 
Gardner 

Goddard’s  CIO  looks 
to  risk  mitigation  to 
manage  cybersecurity 
challenges. 


What  are  your  hoMics? 

Running,  martial  arts 
What  has  bom  your  bictest 
career  accompHshaient?  Data.gov 
what  professional  ambitton  wouM 
you  like  to  acconpHsh?  Leading 
an  agency  IT  organization  and 
eventually  surting  my  own  business. 

WhaTs  the  best  advice  you’ve 
received?  In  the  middle  of  difficulty 
lies  opportunity, 
what's  tbc  best  advke  you’ve 
given?  Guide  your  own  career  path 
and  recognize  it’s  OK  to  be  different. 
What’s  your  favorite  sdeiice 
fiction  movie  or  book? 
Minority  Report,  because  of  all  the  IT. 
Also  a  Beautiful  Uind.  It  isn't  science 
fiction,  but  it  is  about  a  scientist. 
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Proven  IT  Leadership  Development 
Designed  and  Led  by  Future-State  CIOs 

»  Chart  your  own  path  based  on  career  aspirations  and  goals 
»  Identify  opportunities  across  known  IT  competencies 
»  Learn  from  high-profile,  experienced  CIO  mentors 
»  Tailor  participation  within  three  areas  of  professional  development 
»  Utilize  Boston  University  and  Harvard  Business  Publishing  courseware 

Pathways:  Start  Your  Journey  Today 

Visit:  council.cio.com/pathways 
Call:  +1  508.766.5696 
Email:  cecJnfo@cio.com 

Powered  by 

CIO  Executive  Council 

Leaders  Shaping  the  Future  of  Business 
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Tim  Golden 

RESIDENT  CHIEF  TECHNOLOGY 
OFFICER  FOR  THE  AMERICAS 
INDUSTRY  STANDARD 
SERVER  BUSINESS  AT 
HEWLEH-PACKARD 

in  this  role,  he  acts  as  the 
primary  liaison  between 
HP's  customers  and  Its 
ProLiant  platfonn  develop¬ 
ment  teams,  with  30  years 


and  thorough  understand¬ 
ing  of  technology  trends 
and  emerging  product 


advantages  into  practical 


Autonomies  in  IT 

Next- Gen  Servers  Stress  Intelligence 
and  Automation 


Hewlett-Packard  has  been  assessing  what 
trends  like  virtualization  and  cloud  comput¬ 
ing  mean  to  its  customers.  We  spoke  with  HP 
executive  Hm  Golden  about  the  demands 
such  trends  place  on  application  servers, 
and  how  HP  has  embedded  intelligence  and 
increased  automation  in  its  next-generation 
platforms  in  response. 

What  types  Of  manual  IT  tasks  can  be 


compared  to  previous-generation  servers. 


Servers  need  to  be  more  innovative,  more 
intelligent  and  more  self-sufficient  given 
that  51  percent  of  server  outages  are  linked 
to  human  intervention  or  error.  For  instance, 
what  if  we  could,  through  clever  engineering, 
fix  problems  that  servers  or  server  admin¬ 
istrators  might  otherwise  trip  up  on?  One 
example  involves  monitoring  for  multi-bit 
errors  in  memory.  If  we  can  identify  a  2-bit 
memory  error  we  can  automatically  fix  it 


It  makes  perfect  sense.  With  the  new-genera- 
don  platforms  rutuiing  the  newest  advanced 
processors,  we're  seeing  performance  gains 
upwards  of  50  to  200  percent  depending  on 
the  workloads.  And  thanks  to  the  energy-sav¬ 
ing  techniques  we^re  implememed,  we’re  de¬ 
livering  as  much  as  70  percent  mote  compute 
per  watt  than  even  out  last  generation,  which 
was  a  quantum  leap  over  earlier  generations. 


next-gen  servers  mote  difficuK  to  service? 

No;  we've  introduced  many  features  to  make 
them  easier  and  faster  to  service.  We’ve  also 
done  many  things  to  make  them  more  reli¬ 
able.  That  includes  equipping  servers  with 


HP.  Compaq,  Dell,  and  Apple. 


We’re  seeing  6  times  performance  gains  compared 
to  previoLis-generation  servers. 


on  the  fly  without  interruption  of  service. 
Another  example  is  an  LED  light  scheme  on 
the  hard-disk  rlrive  carrier  that  is  designed  to 
not  only  convey  general  health  status,  but  also 
visually  identify  and  isolate  hiiled  drives  from 
good  (hives  within  RAID  sets.  That  eliminates 
another  relatively  common  human  error. 


One  way  is  by  addressing  the  imbalance 
that  exists  between  processors,  memory 
and  storage.  Over  the  last  five  to  sfat  years. 


an  Active  Health  System  that  monitors  1,600 
different  health  and  configuration  param¬ 
eters  24  hours  per  day,  365  days  per  year.  That 
information  is  stored  for  one  year,  and  can  be 
used  to  recover  much  faster  from  any  prob¬ 
lems  that  do  occur.  Product  engineers  can 
also  build  more  reliable  servers  by  looking  at 
the  correlation  between  component  failures 
and  configuration  data. 

It  sounds  as  though  HP  committed  signifi¬ 
cant  resources  to  creating  the  ProLiant 
Gens  portfolio. 

It  was  a  2.5-year  development  effort,  virith  a 


THE  GRILL  I  ADRIAN  R.  GARDNER 


It  can  be  leveraged 
to  stimulate  business 
and  give  our  citizens 
and  stakeholders 
more  visibility  into 
what  we’re  dcxng 
and  to  create  mote 
apps  using  govern¬ 
ment  data. 

How  did  you  get 
into  tcdinoiogy  and 
tlicCIOrola,con- 
siderinf  that  none 
of  your  academic 
degrees  is  in  it?  I 
was  abvays  inter¬ 
ested  in  science, 
and  then  I  went 
into  the  Air  Force 
and  was  a  launch 
control  officer  for 
a  nuclear  weapons 
facility  [where]  my 
role  was  communi¬ 
cations.  That  was 
my  first  foray  into 
IT.  When  I  got  out 
of  the  Air  Force,  I 
was  recruited  by 
the  Department  of 
Energy  and  looked 
at  large  nuclear 
facilities  and  the 
technologies  they 
had.  So  I  had  to  get 
convetsam  in  IT,  and  when  the  position  of  CIO  was 
esuUished  in  the  federal  government,  1  was  asked  if 
I’d  be  interested  in  filling  the  role.  So  I  ended  up  in 
the  cybersecurity  area,  and  I  worked  my  way  up. 

yyhat  arc  the  unique  chalimgcs  of  working  in  IT 
within  the  federal  government?  We  have  a  fiduciary 
duty  to  ensure  that  we’re  protecting  our  citizens  and 
delivering  to  the  stakeholders.  We  had  this  little  thing 
recently  called  the  Venus  Transverse.  Venus  crossed 
over  the  sun,  and  we  had  to  put  in  place  a  very  robust 
infrastructure  to  accommodate  the  number  of  folks 
who  were  going  to  view  the  event.  So  one  challenge 
-  is  having  to  be  very  agile  and  meeting  the  needs  of 
the  customer  base.  [Another  challenge  «]  the  scale 
of  the  things  we  work  on.  I  run  the  mission  network 
for  NASA,  so  anytime  there's  a  spacecraft  that  leaves 
the  atmosphere  of  the  Earth  from  the  U.S.  perspec¬ 
tive,  my  folks  track  that.  When  you  see  the  president 
talking  to  the  space  station,  that  goes  over  my  lines. 

«illMtcmie«MHleinifremye»rindeiHnTWeare 

on  the  leadir^  edge  of  adopting  a  number  of  technolo- 
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gies  and  adopting  them  to  meet  our  mission  needs.  For 
examine,  thwe’s  a  Facebook  page  for  the  Solar  Dynam¬ 
ics  Observatory,  and  this  is  the  capability  we  used  to 
view  the  Venus  Transverse.  There  are  agencies  that 
can  learn  how  to  apply  those  technologies  so  they  have 
a  mission  benefit  and  have  a  return  on  the  investment. 

you  spent  part  Of  year  caicer  focused  on  cyber- 
security.  What  do  you  sec  as  the  biggest  threat 
today?  That’s  probably  my  No.  i  priority  today. 
Because  NASA  is  an  information-sharing  organiza¬ 
tion,  the  challenge  we  have  is.  How  do  you  have  this 
need  to  share  and  then  have  a  need  to  protect  those 
assets?  Cybersecurity  is  going  to  continue  to  be  a 
huge  challenge,  and  as  things  go  more  mobile,  that 
will  bring  in  more  threats,  but  also  more  opportuni¬ 
ties.  There  will  always  be  this  tension  between  cre¬ 
ative  collaboration  and  security.  I  don’t  think  there 
are  quick  solutions.  There  are  rpiick  measures  that 
mitigate  the  risk.  I  don't  think  you  can  get  to  100% 
security.  You  can  get  to  a  point  where  you’re  com¬ 
fortable  with  the  risk  posture  and  you  have  enough 
visibility  to  accept  that  risk  and  put  in  the  controls  to 
address  that. 

Hew  do  yen  prieritbe  your  ttaNC  and  resources?  1 

prioritize  along  the  needs  of  the  customer,  and  then 
I  prioritize  my  staff’s  time  and  resources  accord- 
irigly.  We  can’t  be  all  things  to  all  people.  Our  budget 
will  not  allow  that.  My  normal  challenge  is  to  fit  to 
pounds  of  potatoes  into  a  five-pound  sack,  but  there 
ate  ways  to  do  that.  So  we  figure  out  t»t  only  opera¬ 
tion  and  maintenance  today,  but  also  what  are  the 
innovations  that  will  help. 

HOW  do  you  build  opportunities  for  inaevation  Into 
your  organization?  In  terms  of  looking  at  maintain¬ 
ing  what  we  have,  that’s  around  8o%  of  my  budget, 
and  the  other  20%  is  sustained  engineering.  What 
I’ve  done  now  is  to  really  get  to  60%  [operations  and 
management],  10%  sustained  engineering,  and  the 
other  30%  on  iniwvation.  I  establisbed  a  position, 
associate  director  ftjr  innovation,  about  a  year  and 
a  half  ago  that  reports  to  me  to  incorporate  innova¬ 
tion  into  our  day-to-day  activities.  You  might  have  to 
spend  very  little,  but  hopefully  you’re  able  to  identify 
an  innovative  project  that  will  take  the  place  of 
something  you’re  spending  a  lot  of  money  on.  So 
portfolio  management  is  one  area  I'm  using  to  take 
advantage  of  that. 

Do  yen  bane  auy  dreums  or  plans  to  ge  lute  space? 

I  would  love  it.  I  think  it  will  happen  in  my  lifetime. 
The  price  of  space  travel  will  hopefully  decrease 
where  we  mere  mortals  can  get  a  ticket  and  actually 
go  into  space. 

-  Interview  by  Computerworld  coniributiiig  writer 
Mary  K.  Pratt  (marylipratt@verizon.net) 


-  OPINION 
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Losing  the  'Personal’  in 
'Personal  Computing’ 


For  40  years, 
no  matter 
what  sort  of 
PC  you  bought, 
you  could 
always  modify 
it  to  meet 
your  needs. 


Steven  J.Vaughan- 
Ntehols  has  been 
writing  about 
technology  and  the 
business  of  technology 
since  CP/M-80  was 
cutting-edge  and 
300bps  was  a  fast 
Internet  connection  - 
and  we  liked  it! 
He  can  be  reached  at 
sjvn@vnal.com. 


■  GOT  INVOLVED  IN  COMPUTERS  just  in  time  for  the  revolution. 

It  was  the  1970s,  and  we  were  moving  from  centrally  managed 
computers  to  PCs.  For  the  next  40  years,  users  had  an  unprecedented 
level  of  choice,  which  put  the  “personal”  in  “personal  computing.” 
Today,  that  revolution  is  being  pushed  back. 


I  don’t  want  to  overstate  the  case.  In  some  orga¬ 
nizations,  users  never  moved  from  the  terminal! 
server  model,  and  even  if  you  had  a  PC,  there  was 
always  some  vendor  lock-in.  If  you  bought  a  Mac, 
you  used  Apple’s  operating  system.  You  had  more 
options  with  a  Widows  PC.  hut  they  were  limited. 

Thtoi4^  all  those  years,  though,  no  matter  what 
sort  of  PC  you  bought,  you  could  always  modify  it 
to  meet  your  changing  needs.  All  you  needed  were 
expansion  slots  and  a  bit  of  know-how.  It  was  easy 
to  upgrade  to  a  more  powerful  graphics  card,  add 
more  memory  or  switch  out  to  a  bigger  bard  drive. 

The  first  sign  that  things  were  changing  came 
with  the  arrival  of  sealed-unit  smartphones  and, 
a  bit  later,  tablets.  Upgradability  just  doesn’t  exist 
in  the  tablet  wodd.  With  a  tablet,  what  you  see  is 
what  you  get,  and  there’s  no  way  to  give  yourself 
more  down  the  road. 

The  trend  expanded  in  June,  when  Apple 
introduced  the  new  MacBook  Pro.  You  can’t 
open  the  case  without  voiding  the  warranty.  You 
can't  upgrade  the  hard  drive  or  RAM  or  change 
the  battery.  Some  of  these  limitations  have  been 
true  of  the  MacBook  Air  Ibr  a  while,  but  the  new 
MacBook  Pro  takes  them  to  new  levels.  The  biggest 
problem  with  this  is  that  your  MacBook  Pro  will  be 
obsolete  when  the  day  comes  that  you  feel  the  need 
to  move  to  a  new  version  of  the  operating  system  or 
want  to  add  apf^kations  that  it  can’t  support.  Your 
only  choice  will  be  to  buy  a  new  machine. 

Another  area  of  flexibility  in  the  PC  era  was 
choice  of  operating  system.  We  rrever  had  complete 
freedom,  as  noted  above,  but  let’s  say  you  bought 


a  new  PC  back  in  2009.  It  would  have  come  with 
the  infamous  Windows  VisU  insulled,  but  it  was 
relatively  easy  to  install  the  older  Windows  XP  — 
or  even  Linux.  Now,  with  Windows  8,  Mictosoft 
is  making  it  really  hard  to  boot  Linux  or  older 
versions  of  Windows.  Y<m  can  still  find  a  way,  if 
your  tech  krxrwledge  is  above  average  and  you’re 
persistent.  But  it’s  worse  with  tablets.  If  you  buy 
a  Microsoft  Surface  or  Windows  RT  tablet,  you’re 
pretty  much  locked  into  Windows  8  forever. 

Birt,  you  say,  what  embodies  freedom  ir»re 
than  a  cloud?  It’s  true  that  the  cloud  can  eliminate 
some  upgradability  problems,  since  you  can  put 
not  just  your  data  but  also  your  applications  in  the 
cloud.  1  like  some  aspects  of  having  everything 
on  the  cloud,  which  is  one  reason  I’m  a  Goo^ 
Chrome  OS  fan.  But  more  and  mote,  the  cloud 
has  become  a  new  road  to  vendor  lock-in.  Google 
apps  vrork  better  with  Chrome,  Mac  OS  X  and 
iOS  are  increasingly  intertwined  with  iCIoud,  and 
Office  t3  is  on  its  way  to  being  a  Microsoft  cloud- 
based  application. 

It  seems  as  if  the  push  to  lock  us  into  a  specific 
platform  is  growing  stronger.  I  like  being  able  to 
improve  my  computers,  whether  they’re  on  my 
desk  or  in  my  pocket.  I  like  being  able  to  choo« 
my  operating  systems  and  programs.  I  don’t  want 
to  return  to  a  time  when  I  have  no  choice  but  to 
use  whatever  the  b^  vendors  put  in  front  of  me. 

1  loved  the  PC  tevohition.  I  don’t  warrt  to  once 
again  have  tm  choke  but  to  put  my  trust  in  Hack 
boxes  and  services  under  the  control  of  corpoiatiofis 
that  might  not  have  my  best  interests  at  heart.  • 
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ICHELLESHEEDY.aprOCe 
at  pharmaceutical  compa 


Currently,  the  pharmaceutical  manufacturer  has  seven  of  its 
biggest  and  most  important  projects  operating  in  this  manner, 
Jones  says.  The  ultimate  goal,  under  an  enterprise  initiative 
known  as  GATE,  which  stands  for  “globally  aligned  and  transfor¬ 
mative  enterprise,”  is  to  have  the  entire  company  humming  the 
same  process-focused  tune. 

Moshe  Schechter,  director  of  device  manufacturing  opera- 


You  might  re-engineer  once,  and  it  takes  you  from  a  1  to  a  5  in  some  area. 
But  the  world  is  changing  fast,  so  what  was  a  5  quickly  becomes  a  3. 

You  have  to  figure  out  every  day  how  to  re-engineer  back  to  a  5. 

Its  a  continuous  journey.  -  DAPHNE  JONES.  CIO.  HOSPIRA 
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The  methodologies  are  also  diferent.  Foiget  color-coded  Gantt 
charts  and  waterfall  development  techniques.  Today,  it’s  all  about 


20/20 


automates  these  steps. 

“You  might  re-engineer  once,  and  it  takes  you  from  a  1  to  a  5  in 
some  area.  But  the  worid  is  changing  fast,  so  what  was  a  5  quickly 

becomes  a  J,"  says  Daphne  Jones,  QO  at  Hospira,  a  $4  billion  i*ar- 
maceutkal  company  in  Lake  Forest,  Ill.  “You  have  to  figure  out 
every  day  how  to  re-engineer  back  to  a  5.  It’s  a  continuous  journey.” 

That’s  why  the  sawiest  CIOs  ate  re-engineering  IT  itself 
around  those  steps  with  an  eye  toward  creating  new  streams  of 
revenue  and  business  value  as  markets  advance  at  hyperspeed. 

For  exanq^,  at  Boston-based  John  Hancock  Financial  Ser¬ 
vices,  IT  team  membeis  are  organized  around  business  process- 


various  technology  stacks  or  software  applications. 

“If  you  have  people  mganized  around  the  processes  being 
delivered  rather  than  in  [technology]  silos,  that  means  those 
people  are  attentive  to  how  the  processes  operate  and  how  they 
need  to  evtJve  and  change  over  time,”  says  CIO  Allan  Hackney. 
“Re-engineering  is  constantly  changing  the  status  quo.” 

Customers  everywhere  are  demanding  greater  mobile  access 
to  services,  tapping  into  social  networks  and  showing  no  signs 
of  a  weakening  appetite  for  multiple  consumer  gadgets.  “If  you 
haven’t  figured  out  that  you  have  to  expose  your  business  rules 
and  processes  in  new  and  different  ways,  I  don’t  know  how  you’ll 
survive,”  Hackney  adds. 

Jones  has  similarly  organized  Hospira’s  IT  team  around  busi- 


“I  used  to  have  SAP  people  and  non-SAP  people,  and  when 
someone  called  from  the  business,  they  wouldn’t  know  who  to 
talk  to,”  she  says. 

Now,  in  contrast,  Hospira  still  has  an  SAP  team,  which  deals 
strictly  with  technical  issues  and  ERP  technology.  But  it  also 


same  process-focused  tune. 

Mosbe  Schechter,  director  of  device  manufacturing  opera¬ 
tions  at  Hospira,  is  the  “value  stream  owner”  (or  the  company’s 


You  might  re”«i^iieer  oncRy  and  it  takes  you  from  a  1  to  a  5  in  some  area. 
But  the  world  is  changing  so  what  was  a  5  quickiy  becomes  a  3. 

You  have  to  figure  out  every  day  how  to  re-engineer  back  to  a  5. 

Ifs  a  continuous  journey.  -  DAPHNE  JONES*  CIO.  HOSPIRA 


Microsoft 


WINDOWS  SERVER  2012  BRINGS  CLOUD-GRADE 
CAPABILITIES  TO  YOUR  DATACENTER. 

Introducing  Windows  Server  2012.  It  puts  capabilities  you  thought  you  could  only  get  in  the  cloud, 
right  inside  your  datacenter.  So  your  datacenter  becomes  more  available,  more  flexible,  and  more 

SS  Windows  Server  2012 

BUILT  FROM  THE  CLOUD  UP. 


microsoft.com/ws2012 
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massive  volumes  of  dau  used  for  everything  from  assessing  disas¬ 
ter  damage  to  providing  location-based  mobile  services. 

“If  you  think  back  to  traditional  re-engineering,  there  was  the 
'as  is'  and  'to  be'  implementation  plan.  There  was  a  lot  of  think¬ 
ing  up  front  about  the  end  state."  says  Hicar.  “In  today's  world, 
growth  happens  so  fast  and  techncJogy  is  so  pervasive  and  evolv¬ 
ing  at  such  an  incredible  rate  that  anytwdy  thinks  they  can 
step  hack  and  guess  the  end  state  live  years  from  now  is  probably 
gi^  to  have  a  very  high  error  rate.” 

By  wayofexam^.  Hicar  notes  that  one  of  DigiulGlobe's  first 
big  customers  wanted  its  images  for  car  navigation.  DigitalGlobe 
prtrvided  images  on  which  roads  and  highways  could  be  elec¬ 
tronically  tra^,  and  the  srftware  was  ultimately  built  into  the 


in  Denver.  “The  faster  you  know  you’re  going  the  wrong  wa- 
quicker  you  can  fix  it.~ 

Cousins,  who  was  involved  in  major,  ERP-intensive  re¬ 
engineering  projects  at  various  companies  during  the  1990s 
2000S,  consideis  the  need  for  speed  to  be  one  of  the  greatest 
lessons  CIOs  learned  from  earUer  re-engineering  efforts. 

Big  ERP  projects  usually  turned  out  poorly  because  they  1 
a  lot  and  took  a  long  time  to  deliver  any  real  efficiency,  she  ( 
“The  CIO’s  role  now  is  more  about  how  to  drive  revenue  to 
bottom  line  as  opposed  to  constantly  cutting  costs,”  Cousin- 
notes,  adding  that  “you  have  to  deliver  incremental  beqefits 
the  business  every  six  to  eight  weeks.” 

At  Capital  One  Financial,  the  company's  online  and  mob" 
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“This  is  realJy  a  big  deal  for  us,”  Alexander  says.  “It's  changing 
how  we  do  work  and  also  our  combination  of  resources  and  skills. 
It  will  put  us  in  a  much  better  competitive  position  in  the  markeL" 

Changing  Skills 

Capital  One  isn't  alone  in  its  need  for  a  new  and  different  mix  of 
skills  in  its  re-engineered  IT  organization.  Virtually  all  IT  execu¬ 
tives  involved  in  re-engineering  or  transformation  efforts  list 
talent  acquisition  as  a  major  challenge  and  priority. 

“The  most  important  thing  that  has  changed  is  that  we  need 
a  richer  mix  of  associates,”  says  Alexander.  Specifically,  Capital 
One  is  seeking  out  professionals  with  business  and  process 
krxiwledge  and  agile  software  development  skills. 

Kim  Johnson,  CIO  at  Graham  Group,  a  midsize  construction 
management  company  based  in  Calgary,  Alberta,  says  the  role  of 
business  analyst  is  taking  on  greater  importance  at  his  company 
and  others.  It’s  critical  that  business  analysts  have  technical 
knowledge  combined  with  “a  very  good  understanding  of  the 
problem  domain,”  Johnson  says. 

Traditionally,  Graham  Group,  like  many  other  companies, 
embedded  business  analysts  in  the  IT  organization.  They  would 
venture  forth  to  the  business,  collect  and  interpret  requirements 
and  bring  them  back  to  IT. 

Now,  Johnson  says,  “when  we  talk  about  business  analysts, 
we're  talking  about  embedding  a  portion  of  the  IT  function  into 
the  business.  As  the  problems  have  become  more  complicated 
and  the  company  has  grown  and  there  is  increased  specializa¬ 
tion,  we're  shifting  the  business  analyst  role  into  the  business.” 


The  upshot;  “Today,  I  weigh  business  skills  heavier  than  technol¬ 
ogy  skills”  in  recruiting,  Johnson  says.  High  on  his  list  of  desired 
skills  are  the  ability  to  drive  collaboration,  the  ability  to  understand 
business  requirements  and  translate  them  into  a  teclmkal  format 
atxl  the  ability  to  fkilhate  and  integrate  multiple  perspectives. 

Graham  Group  is  also  organizing  most  of  its  IT  and  business 

is  a  purely  technical  organization  that  is  home  to  highly  special¬ 
ized  technical  workers. 

“The  days  of  the  general  software  developer  are  long  gone,” 
Johnson  says.  Instead,  Graham  Group  recruits  candidates  or 
hires  service  providers  according  to  very  specific  platforms,  the 
type  of  project  and  the  type  of  software  development. 

The  bottom  line,  according  to  Hicar,  is  that  customers  —  not 
technology  —  determine  bow  and  where  IT  at  the  company  will 
create  business  value  in  the  future. 

“Our  vision  is  that  business  value  will  be  determined  by  how 
people  are  using  our  inu^ry  to  create  their  own  business  value," 
he  says.  “We  don’t  know  yet  what  the  most  important  value  is 
going  to  be  and  which  will  emerge  in  the  market,  so  we’re  build¬ 
ing  for  fiexibility. 

“The  reality  now  is  that  we  know  the  world  won’t  be  what  we 
thought  it  would  be,"  Hicar  adds.  “We  can’t  outguess  technology 
evolutions.’’ 

In  other  words,  we  can  expect  the  future  will  hold  more  re¬ 
engineering  efforts  implemented  in  a  decidedly  new  manner.  • 


6  TIPS 


TiM  most  successful  rc-enfineehng  efforts 
are  externallv  focused  < 


development  methods  are  essential  to 
creating  nexiMe  processes. . 


Organize  IT  around  business  processes. 


Should  theOO 
l<^HoiivtD(jocle? 
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imdligently  interact  with  either  netwolic  or  soit\vare 
engineers.  “He’s  a  leader  of  IT,  but  be  doesn’t  understand 
technology,' be  says.  “That’s  a  problem  because  he 

Walton’s  employra  isn’t  a  6rst-year  startup,  and 
his  experience  isn’t  an  isolated  occurrence.  Rather. 
Walton  works  lor  a  Fortune  500  company  that’s  a 
household  name,  and  his  situation  is,  in  bet,  part  ol 
an  increasing  trend. 

Recent  statistics  are  hard  to  come  by,  but  a  2005 
Forrester  Research  report  states  that  39%  ol  CIOs  in 
large  companies  come  from  outside  IT.  Ihat  figure  is 
corroborated  by  a  wave  ol  anecdotal  evidence  from 
consultants  and  industry  watchers  —  itKhiding  Jack 
Cullen  at  IT  staffing  firm  Modis,  Suzarme  Fairlie 
of  executive  search  firm  ProSearch,  atxi  Forrester 
analyst  Bobby  Cameron  —  who  agree  that  more  com¬ 
panies  are  moving  executives  into  the  CIO  role  bom 
other  places  within  the  organization. 

The  very  strong  feelings  of  techies  like  Walton 

is  not  so  much  whether  hiring  nontechnical  CIOs 
is  right  or  wrong,  but  rather,  how  do  you  make 
having  a  nontechnical  CIO  work?  After  all,  there  are 
ways  nontechnical  CIOs  can  make  their  companies 
stumble  atxl  ways  they  can  make  them  rumble. 

As  techne^ogy  becomes  irrexorably  woven  into  ev¬ 
erything  a  business  does,  it’s  crucial  to  have  someone 
act  as  a  “translation  layer"  between  the  two  sides, 
experts  say.  Whether  that  person  is  a  nontechnical 
ao  who  can  articulate  the  value  of  IT  or  a  lifelong 


ranks,  be  not  only  has  to  know  what  questions  to  ask 
and  how  to  bridge  the  gap  between  business  and  IT, 
but  be  also  has  to  ktxrw  what  be  doesn’t  know. 


“In  the  emerging  IT  oiganization,  CIOs  ate  more 
frequently  looking  at  issues  around  business  strategy 
and  how  technology  can  enable  that.”  says  Cameron. 


The  Nontech  CIO,  Done  Wrong 

IWo  schools  of  thought  emerge  in  discussions  about 
CIOs  who  don’t  have  technical  pedigrees  and  the 
people  who  report  to  them.  One  faction  believes  that . 
nontech  CIOs  bring  greater  insight  into  the  needs  of 
the  business.  The  other  believes  that  in  order  to  lead 
IT,  you  have  to  have  come  up  through  IT. 

“There’s  a  difierence  between  understanding  it 
intellectually  and  knowing  it  in  yrarr  gut,”  maintains 
Dan  Gielan,  a  Los  Ar^eles-based  IT  consultant  who 

OOs  without  any  fire  in  the  belly.  “If  ytnr’ve  experi¬ 
enced  [a  given  technology],  yt>u  know  how  difficuh  or 

Gielan  says  he  has  encountered  what  he  considers 
to  be  too  many  people  in  IT  who  have  never  coded 
software  but  still  have  to  make  decisions  about 
software  projects.  “This  is  not  good,”  be  says,  adding 
that  the  same  applies  to  having  some  capabilities  in 
networking  or  systems  administration. 


One  of  the  exacerbating  side  efiects  of  this  state  of 
afifeirs  is  the  perceived  sutqdification  of  IT,  critics  say. 
Seemingly  anyone  who  has  shopped  in  a  computer 
store  thinks  he  understarxls  technology.  But  laypeople 
don’t  understaird.  for  exanqrle.  why  a  disk  drive  costs 
more  when  it's  installed  in  a  SAN  than  it  does  at  their 
local  retailer,  laments  Wahon.  They  think  they've  done 
piogtattuning  because  they’ve  created  Excel  macros  or 
know  HTML  —  but  they  haven’t,  be  insists. 

Peter  CormoUy  is  IT  director  at  KP  Direction,  a 
Web  devdopmertt  firm  in  Syracuse,  Utah.  Earlier  in 
his  career,  in  the  1990S,  he  was  brought  in  as  an  IT 
manager  at  a  top  advertising  agency  where  the  finance 
director  had  doubled  as  the  IT  manager  before  Gxuioily 
was  given  those  duties.  Connolly  says  his  predecessor,  a 
computer  hobbyist,  may  have  understood  personal  com¬ 
puting,  but  not  business  computing —  be  was,  Connolly 
says,  someone  who  “didn't  know  what  he  didn't  know." 

“When  I  came  in.”  he  remembers,  “tbe  network 
was  so  slow  that  employees  preferred  to  carry  disks 
up  three  flints  of  stairs.  The  agency  had  three  sites. 


but  my  predecessor  didn’t  understand  why  they  had 
to  be  networked.  If  it  was  outside  his  comfort  zone, 
he  ignored  it. 

“But  even  after  I  replaced  him,"  Connolly  continues, 
“be  still  wanted  the  final  say  on  everything  because 
I  reported  to  him  in  his  new  position  as  operations 
manager.  He  did  this  even  though  the  chairman  told 
him  he  couldn’t  do  both  his  job  and  mine.” 

In  frustration,  Connolly  resorted  to  commandeerit^ 

tefetmxes  to  technology  be  thoi^t  the  agency  needed 
and  putting  them  on  his  boss’s  desk.  “Because  they 
were  ofiSce  copies,  he  never  knew  whether  I  had  done 
the  highlighting  or  the  bead  of  the  agency  had,”  Con¬ 
nolly  recalls. 

Forrester’s  Cameron  says  he’s  been  broug^  in 
multiple  times  as  a  referee  when  communication  had 
broken  down,  which  can  occur  if  a  nontech  IT  execu¬ 
tive  distrusts  those  who  know  the  technology  or  feats 
they  will  show  him  up.  That  can  create  a  vicious  cycle 
where  the  lack  of  communication  ends  up  slowing 
down  IT  operations  —  and  bringing  in  outside  consul¬ 
tants  to  ac^udicate  on  IT  strata  disagreement  can  get 
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M2M  Communications:  Priorities  and  Pain  Points  for  IT 


MACHINE-TO-IIUCHINE  (M2M)  COMMUNIUTIONS  is  gainiiH 

in  Ihe  tmeipiise.  Ill  i  ComixitOTWiM  Qui*  Nl  sunrey,  28  pm 
sap  they  lu«  d«plo»ed  M2K  iu  some  dtpree  aooss  tli«^ 


Deployment  of  M2M  Technology 


Evaluation  Criteria  for  M2M  Solutions 


M2M  solutions  let  organizations  monitor  and  service  geograptikallp  dispersed 
assets  such  as  utility  meters,  production-line  technology  and  HMs.  Establishing 

and  capture  new  business  opportunities.  The  technology  is  increasingly  used  in 
areas  such  as  smart  vending  (think  Redbox),  fleet  management  (for  monitoring 
vehicle  performance,  delivery  routes,  even  cargo  temperature),  telemedicine,  utilities 
(smart  meters),anddigital  signage. 

As  with  any  emerging  technology,  enterprise  IT  is  slowly  building  its  skills  for 
deploying  and  managing  M2M  solutions.  Key  areas  of  expertise  required  for  M2M 
communications  include  security  and  risk,  IT  project  and  vendor  management,  solu¬ 
tions  integration  and  wireless  networking. 

An  emphasis  on  security  underscores  the  need  to  protect  sensitive  data  as  it 
transmits  across  public  networks.  Neatly  two-thirds  of  respondents  said  security  Is 
an  important  factor  when  evaluating  M2M  solutions. 

■Anytime  you're  dealing  with  high-value  assets,  security  is  a  valid  concern,"  said 
Richard  Williams,  executive  director  of  vertkal  business  solutions  at  Verizon  Enterprise 
Solutions. ’Enterprises  need  assurances  that  connections  are  secure  at  each  and  every 


irufustries.  (Irganizations  that  can  harness  the  power  of  k«2AI  today  will  be  laying  the 

groundwork  for  broader  business  transformation  in  the  future. 


THE  EXPERIENCE,  STRATEGIC  ALLIANCES  AND  NETWORK  TO  MAKE  THE  DIFFERENCE. 


CAREERS 


The  Nontech  CK),  Done  Right 

In  contrast  to  their  vindictive  or  just  plain  incompe¬ 
tent  counterparts,  productive,  well-a^usted  nontech¬ 
nical  CIOs  appreciate  their  tech-sawy  employees. 

These  are  leaders  who  know  what  they  don’t  know. 

They’re  good  at  asking  the  right  questions,  probing 
for  further  insight  and  then  framing  the  answers  in 
ways  that  the  business  side  will  understand. 

“I  know  how  to  ask  what  I  call ’the  daft  question.’" 
says  Mark  Bramwell.  head  of  IT  at  Wellcome  Trust,  a 
London-based  global  charitable  foundation  focusing 
on  biomedical  research.  “I  can  ask  what  happened. 

why  it  happened,  and  how  are  we  going  to  prevent  it 

horn  happenii^  again." 

CIOs.  says.  “aS^wldn’t  care  whether  it’s  agile 
versus  waterfelL  They  should  pick  whatever  v«)iks 
best  to  achieve  the  business  results  necessary,  and  that 
decision  should  be  made  by  someone  further  down  in 

Canwron  acknowledges  that  in  a  smaller  IT  orga¬ 
nization.  of  course,  the  CIO  does  indeed  need  to  have 
technical,  hands-on  ctedilnlity.  But  as  a  company 


early  experience  at  the  ad  agency.  When  his  med¬ 
dling  boss  was  moved  to  operations.  Connolly  began 
reporting  to  and  working  closely  with  a  new  finance 

director. ’The  first  thing  his  new  manager  acknowl¬ 
edged  was  that  she  knew  nothing  about  IT  —  but  she 

also  said  she  didn’t  need  to  as  long  as  Connolly  did. 

It  turned  out  to  be  a  great  relationship.  ’The  pair 
started  with  the  business  plan  and  used  it  to  create 
an  IT  strategy. 

“She  was  confident  in  me  because  she  knew  I 
knew  IT."  Connolly  says.  "If  I  said  we  absolutely 
needed  something  to  make  the  transition  to  a  digital 
agency,  she  said  she’d  find  the  money.  It  was  very 
much  a  team  effort  with  a  lot  of  mutual  respect.” 

What’S  Needed:  A  Translation  Uyer 

ultimately,  the  question  of  whether  a  CIO  should 

have  a  technical  pedigree  is  moot,  experts  agree.  No 

matter  what  their  backgrounds.  CIOs  have  to  func¬ 
tion  as  a  “translation  layer"  between  IT  and  business. 
In  other  words,  they  must  have  either  translation 
skills  gained  from  comity  up  through  IT  or.  if  they 
came  up  on  the  business  side,  the  ability  to  extract 
from  their  staff  the  insight  they  need. 


That  concept  works  both  ways.  “If  you’re  not  a  tech¬ 
nical  aO.  you  need  to  surround  your^  with  good 

technologists."  says  Walton.  “If  you  are.  you  need  to 

surround  yourself  with  people  who  are  business-savvy 

Bramwdl  concurs.  “My  career  has  been  based  on 
being  customer-focused,  and  acting  as  a  bridge  and 
translator  to  IT.  rather  than  having  technical  knowl- 


It  dear  and  concise"  for  the  business  team,  be  says. 

Beyond  that,  the  nontechnical  CIO  has  to  remind 
Iris  employees  that  their  job  is  to  protect  the  business, 
not  to  adl^  stubbornly  to  technology  for  technol¬ 
ogy’s  sake.  “I  tell  my  pe^  that  they’re  the  authori¬ 
ties  in  storage  and  netwrorking.  I  try  and  empower 
them  to  focus  mi  the  business  benefit  and  move  the 

business  forward."  says  Bramwell. 

Connolly  had  the  good  fortune  to  have  a  positive 
encounter  with  a  nomech  CIO  to  counterbalance  his 


with  those  behavroral  skills.  Bramwell  says. 

Cameron  agrees,  emphasizing  that  this  type  of 
behavior  starts  at  the  top  If  CIOs  can’t  understand 
what  the  business  needs,  translate  that  into  tedinical 
capabilities  and  explain  why  those  technical  caqnbilities 
match  the  business  strategy,  then  no  one  wins.  “There’s 
still  a  huge  gap  between  IT  and  business."  he  says.  “We 
need  mote  business-sawy  CIOs,  not  fewer.”  ♦ 

BaMwin,  a  /reelonce  writer  basal  in  Silicon  Volley,  writes 
oiwut  networking  and  nuibile  technology. 


APPLICATION  DEVELOPMENT 


From  the  user’s  point  o(  view,  there  is  a  convenience  benefit, 
too,  because  you  can  now  get  to  your  desktop  —  a  virtual  desktop 
in  the  cloud  —  no  matter  where  you  ate,  throt^  a  browser  on  a 
mobile  device.  “You  always  have  the  same  desktop  environment 
no  matter  what  remote  device  you  are  using,"  says  lams. 

Because  there  are  different  types  of  users  and  different  types  of 
devices,  you  have  to  be  ready  to  support  multiple  versions  of  your 
apps.  This  means  being  prepared  to  support  different  screen  sizes 
and  devices  made  by  muhi^  manufacturers. 

GetaMoMteMatfomi 

One  way  to  ease  the  task  of  providing  application  support  for 

multiple  types  of  remote  devices  is  with  a  mobile  platform,  says 
Jeff  Deacon,  director  of  corporate  strategy  at  Verizon  Business.  A 

mobile  platfijrm  is  the  softvvaie  between  the  mobile  device  and  the 

appandthedau.  Itrunsonthecfoudanddoessometasksspecifi- 

cally  lor  mobile  devices,  such  as  converting  dau  into  a  user-friendly 
format  and  making  sure  everything  fits  well  on  the  screen. 

It  also  has  an  authentication  mechanism  that  reaches  all  the 

way  to  the  device,  so  the  device  can  be  wiped  remotely  if  it  is  lost 


Kamesh  Pemmaraju,  an  analyst  at  Sand  Hill  Group,  says 
that  in  addiHon  to  MEAPs,  hybrid  approaches  that  make  use  of 
HTMLs  are  emerging  as  a  way  to  develop  mobile  applications 
with  cross-platform  capabilities. 

Hybrid  application  develr^ment  blends  the  native  and  mobile 
Web  app  approacbes.  With  a  hybrid  mobile  app.  most  of  the  user 
interface  —  or  even  the  entire  thing  —  is  in  a  browser  window 
with  a  native  app  wrapped  around  it  to  provide  access  to  native 
device  features  not  available  with  the  browser. 

To  a  user,  a  hybrid  app  looks  like  a  native  app.  But  to  developers, 

app  for  each  mobile  device,  some  of  the  code  is  written  in  HTML5. 
CSS  and  JavaScript  and  then  reused  atross  di&rent  devices. 

Dealing  With  Speed  and  Access 

One  of  the  downsides  of  the  mobile  cloud  model  is  that  users  can 
ejtperience  latency  and  intermittent  access  problems  when  they  try 
to  use  applications  that  reside  in  the  doud,  says  Deacon.  But  this 
isnY  a  big  problem  for  many  of  the  applications  that  businesspeople 
use  in  the  field.  The  applications  that  experiesKe  latency  problems 


With  a  mobile  platform,  back-office  ap¬ 
plications  are  isol^ed  from  unauthoriz^ 
users  who  might  back  into  the  appUcations 
via  Multiprotocol  Label  Switching.  The 

platform  secures  the  mobile  device  and  then 

does  the  conversion. 

These  mobile  [datfiirms  are  more 
formally  called  mobile  enterprise  applica¬ 
tion  platforms  (MEAP).  They  allow  you 
to  d^iloy  mobile  apps  across  a  variety  of 
devices  without  having  to  intplement  an  app 
for  a  specific  device.  They  also  allow  you  to 
selectively  run  applicatioos  natively  on  the 
device  in  cases  where  it's  important  to  take 
advantage  of  key  features  of  the  device  or 
when  it  would  be  difficult  to  emulate  native 
functionality  on  a  server  in  the  cloud. 

This  is  one  of  the  directions  that  the 
market  is  moving  toward,  but  MEAP  tools  ate  in  the  early  adop 
tion  stage  and  most  enterprises  still  don’t  know  much  about  them. 

Deacon  says  Verizon  uses  a  muhitenam  system,  the  Sybase 
Unwired  Platfotm,  to  reduce  the  complexity  of  developing  mobile 

apps  and  deploying  them  across  a  variety  of  devices  and  back-end 

enterprise  servers.  Other  MEAP  or  MEAP-like  platforms  itKhide 
WebMobi,  AMPehroma  from  Antenna  Software,  Agentry  Mobile 
Platform  hom  Sycio  and  Appcelerator  Titanium. 

Mobile  apps  come  in  one  of  two  forms:  those  native  to  a  specif¬ 
ic  device,  and  those  accessed  through  a  browser  (also  known  as 
mobile  Web  apps).  A  mobile  Web  app  is  usually  built  with  HTML 
(today  this  would  be  with  HTML5),  Cascading  Style  Sheets  (CSS) 
and  JavaScript.  Style  sheets  provide  the  look  and  fbrmattii^  for 
documents  written  in  a  markup  language  such  as  HTML5. 

A  native  mobile  app,  on  the  other  hand,  is  built  specifically  fiu 
a  particular  device  and  its  operating  system. 

Mobile  Web  apps  have  an  advantage  over  native  mobile  ap(B 
because  they  offer  cross-platform  compatibUity;  on  the  downside, 
mobile  Web  apps  aren't  always  able  to  take  advantage  of  the  latest 
technology  on  a  specific  device. 


they  aren't  the  typical  enterprise  tools  that 
are  designed  for  readily  email  or  querying 
databases.  "While  latency  and  intermittent 

access  may  be  bothersome,  it  is  not  that  big  of 
a  deal  for  many  users."  Deacon  says. 

Eric  Miller,  senior  vice  president  of  IT 
and  CIO  at  Erie  Insurance,  has  had  some 
problems  with  intermittent  access  in  cor¬ 
porate  mobile  appheations.  primarily  those 
used  by  claims  adjusters.  For  example,  one 
application  collects  information  in  the  field 
and  executes  store  and  forward  routines, 
but  that  process  can  be  interrupted  if  the 
cormection  is  lost  “We  have  to  be  able  to 
interact,  and  have  good  functionality  and 
almost  seamless  interconnectivity  once  erm- 
nected,”  Miller  says. 

HTML5  can  help  with  intermittent  access 
issues  by  using  something  referred  to  as  on-device  caching.  This 
feature  allows  data  to  he  stored  offline  on  the  remote  device  fiw 
further  processing,  reducing  the  problems  created  by  interrup¬ 
tions  in  mobile  connectivity. 

The  net  result  of  on-device  caching  is  that  fewer  round-trips  are 

required  between  the  remote  device  and  the  mobile  cloud  server, 

allowing  apps  to  run  effectively  on  the  mobile  device  even  when 

mobile  connectivity  is  discontinued. 

One  of  the  best  examples  of  the  use  of  on-device  caching  is 

with  Google  Maps  for  Android.  Map  data  is  prefoatled  on  the 

remote  device  for  those  areas  where  the  user  transmits  most 

often,  ensuring  continuity  of  use  even  if  the  satellite  signal  is  lost. 

Oieck  the  Back  End 

Generally  speakit^  enterprise  clouds  are  up  to  the  task  of 
handling  ttiobile  applications,  says  Bernard  Golden,  CEO  of 
consultancy  HyperStratus.  If  you  have  some  sort  of  cloud-based 
infrastructure  that  already  has  virtualization  and  automation, 

you  should  be  able  to  add  services  like  identity  marragement  to 

handle  mobile  devices,  be  says. 


and  almost  seamless 
interconnectivity 
once  connected. 
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“Part  of  youi  IT  strategy  should  be  to  extend  your  core  services,” 
like  identity  access  management,  so  the  services  can  be  used  by 
any  application  running  on  any  device,  he  says.  “In  effect,  you 
need  to  create  APIs  that  can  be  called  by  applications,  no  matter 
what  form  factor  they  are  running  on."  The  APIs  need  to  be  in 
mobile-ready  formats  that  can  be  used  by  both  mobile  developets 

—  internal  and  third  party  —  and  the  apps  they  create. 

The  goal  is  not  to  approach  this  as,  ‘I  need  to  build  a  custom 
extension  for  the  iPad,”  Golden  says.  "The  iPad  is  just  one  device. 
There  will  be  dozens,  so  you 
need  application  APIs  and 
components  that  are  portable.” 

APl-as-a-service  vendors 

—  including  Layer  7  Technolo¬ 
gies,  Apigee  and  Apiary  —  can 
help  here,  because  they  offer 
API  management  tools.  These 
tools  can  be  implemented  in 
the  mobile  cloud. 

Some  customers  have  novel 
approaches  to  this  issue. 

Mohawk  Fine  Papers,  for  in¬ 
stance,  is  using  the  cloud  itself 
as  an  integration  platform. 

Richard  Peltz,  CTO  at  real 
estate  investment  service 
Marcus  8t  Millichap,  says  his 
company  doesn't  build  its  own 
mobile  apps.  It  has  outsourced 
this  task  to  AT&T,  because 
AT&T  already  has  the  exper¬ 
tise,  he  explains. 

Down  the  road,  Peltz  sees 
Oracle  and  other  companies 
providing  portals  —  private 
or  public  —  where  users  with 
the  ri^  credentials  can  access 
customized  apps  that  are  ren¬ 
dered  automatk^Uy  to  various 
devices,  including  mobile 
devices. 

Marcus  &  Millicbap  is  cur¬ 
rently  implementing  a  content 
management  system  (CMS) 
developed  by  SiteCore  that 
will  automatically  render  to 
any  mobile  device,  eliminatir^ 
the  need  for  Marcus  &  Mil¬ 
lichap  to  write  device-specific 
native  apps,  as  it  has  done  until  now. 

The  company  expects  to  complete  the  CMS  deployment  by 
early  2013  in  its  VMware-based  private  cloud,  at  which  prant  the 
corporate  website  as  well  as  the  intranet  will  migrate  to  the  new 
CMS  platform.  End  users  will  manage  the  content 

Tliink  Mobile  First 

Miller  says  Erie  Insurance  thinks  mobile  first  for  all  of  its  ap¬ 
plications  and  then  ports  them  to  PCs  when  possible  and  when 
it  makes  sense.  Erie  is  moving  strongly  toward  the  use  of  mobile 


devices,  so  developing  for  mobile  first  is  a  good  strategy,  he  says. 

But  that  strategy  does  present  challenges.  A  mobile  device 
generally  has  much  less  memory,  processing  pawa  and  other 
resources  than  a  PC  does,  meanii^  mobile  developers  foce  design 
constraints  that  aren't  present  in  other  platfonns.  In  addition, 
mobile  apps  are  often  designed  to  take  advantage  of  hardware  fea¬ 
tures  on  inobile  devices  that  may  not  be  readily  available  on  PCs. 

*  Miller  says  that  one  of  the  questions  that  Erie's  usability  group 
has  to  wrestle  with  is,  “Do  we  build  a  Web  portal  that  adapts 

itself  based  on  the  device  that 

specific  app?” 

Most  mobile  app  use  at  Erie 
involves  submitting  data  to  a 
back-end  applicatioo  that  just 
collects  it.  Tile  company  has 
only  a  few  badt-end  applica¬ 
tions  that  let  mobile  users 
access  data  and  then  send  the 
dau  out  to  the  user’s  device 
and  maybe  store  it  there 
temporarily.  Data  downloaded 
to  a  mobile  device  is  encrypted 
and  a  certificate  is  download¬ 
ed  to  the  device  that  authenti- 

Some  service  providers, 
such  as  Google,  already 
offer  mobile  cloud  services, 
which  are  accessed  through  a 
browser  running  on  a  smart¬ 
phone  or  Ubiet.  But  most 
mobile  apps  are  downloaded 
from  a  vendor's  app  store 
and  run  in  native  mode  on 
the  device.  This  requires  a 
separate  developroent  effort 
for  each  type  of  mobile  device. 
A  mobile  doud  infrastructure 
enables  users  to  work  directly 
from  the  cloud,  viewing  the 
client  interfooe  through  their 
device  browsecs. 

But  the  use  of  a  mobile  doud 
doesn’t  eliminate  the  need  for 
in-house  development.  Each 
app  still  has  to  be  developed; 
the  difference  is  that  only 
one  development  project  is 

required  to  build  an  app  that  can  be  accessed  by  many  kinds  of 
devices.  New  developmeiit  tools,  including  HTMLs,  h^  vvith  those 
efforts.  And  thou^  there  are  still  some  smartphones  that  don’t 
support  HTML5,  it’s  only  a  matter  of  time  before  all  of  them  do. 

As  more  and  more  mobile  apps  and  data  are  stored  in  the 
cloud  and  tun  on  doud  servers,  it’s  likely  that  less  powerful,  less 
expensive  smartphones  will  begin  to  hit  the  mark^  and  gain  ac¬ 
ceptance  among  users.  Stay  tuned.  • 

Oaybrook  is  on  onolysl  uridi  rnore  than  30  years' experience  in  the  IT 
industry.  Ife  cim  M  reodied  ot  bcloybrooh@coincost.nel. 


Are  you  using  the  highest 
overall  protection  Next-Gen 
Firewall  recommended  by 
NSS  Ubs? 


According  to  NSS  Labs,  'For  high-end 
environments  looking  to  upgrade  defenses  from  their 
current  firewall  to  a  Next- Generation  Firewall,  the 
advanced  architecture  of  the  Dell-  SonicWALL* 
SuperMasshre*  E10800  running  SooicOS  6.0  provides 
an  extremely  high  level  of  protection  and  perftxmance ' 
Delt  SonicWAU.  secures  the  enterprise, 
at  sonicwalt.com/nss 
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DIP  Tool  Suddenly  Blind  to  Email 

Data  leak  prevention  can’t  be  effective  if  it  can’t  see  any 
Exchange  mail  on  the  network.  What  happened? 


WE  HAD  been  making  good 
progress  in  demonstrat¬ 
ing  the  value  of  our  still 
limited  deployment  of 
dau  leak  prevention 

(DLP)  technology  until  a  setback  a  couple 
of  we^  ago.  Ironically,  the  setback  was 
due  to  an  expansion  in  the  use  of  encryp- 
tioo,  something  that  I  would  normally 
embrace  wholeheartedly. 

Some  background:  We  colled  out  DLP 
earlier  this  year,  but  with  resource  con¬ 
straints;  IVe  been  seeking  more  backing 
(or  this  technology  by 
proving  its  worth  in 
protecting  the  company’s 
intellectual  property. 

Given  a  tight  budget, 
we  decided  it  would  be 
most  efiective  to  deploy  DLP  in  a  limited 
but  highly  targeted  way.  For  example, 
we  aren’t  alerted  about  every  document 
containing  the  words  confidential  or 
restricted  but  instead  rely  on  a  recent 

containing  key  sensitive  data. ’This  short 
list  of  highly  sen^ive  data  includes 
product  road  maps,  source  code,  price 
books,  business  development  plans  and 

Meeting  with  representatives  of  each 


functional  unit,  we  learned  that  some  of 
these  documents  are  stored  in  Microsoft 
SharePoint  libraries  and  others  <m  Ucux 
Network  File  Shares  or  Microsoft  CIFS 
File  Shares.  For  example,  the  vice  presi¬ 
dent  of  sales  told  us  t^t  price  books  are 
stored  within  a  departmental  share  on 
a  Windows  file  server  and  then  sent  out 
via  email  to  a  distribution  list.  With  that 
information,  we  were  able  to  configure 
our  DLP  software  to  automatically  index 
that  file  share  once  per  day,  with  the 
index  matching  so  ti^t  that  even  a  small 
portion  of  the  price 
book  that  was  pasted 


Where  DM  RGo? 

As  a  demonstraticm  for  management,  we 
coped  part  of  the  price  book,  which  is 
an  Excel  spreadsheet,  and  pasted  it  into 
an  email  message  that  was  then  sent  to  a 
webmail  account. ’This  triggered  an  alert 
notifying  us  that  the  email  contained 
data  from  the  price  book.  Score  one  firr 
DLP.  But  a  couple  of  weeks  ago,  this 


(C 


The  setback  was  due  to  an  expansion  In  the  use  of 
encryptions  sonMthing  I  would  normally  embrace. 


Trouble 

Ticket 


All  the  other  network  traffic  was  still 
visible;  what  happened  to  the  Exchange 
trafific?  The  Exchange  administrators 
told  us  that  they  had  recently  upgraded 
to  Exchange  2010,  which  uses  what 
is  called  opportunistic ’TLS  to  auto¬ 
matically  encrypt  all  traffic  between  the 
Exchange  server  and  our  spam-filtering 
mail  gateway,  in  the  cloud.  In  addition, 
we  are  slowly  migrating  our  on-premises 
Microsoft  Exchange  servers  to  Microsoft 
O365,  a  hosted  Exchange  environment 
that  also  encrypts  traffic. 

’The  problem  is  that  out  DLP  moni¬ 
tors  network  traffic  via  a  SPAN  port 
and  can’t  see  encrypted  traffic.  I  now 
have  to  deploy  proxies  to  decrypt  the 
SSL  packets,  pass  the  traffic  to  the  DLP 
for  inspection  and  then  re-encrypt  the 
traffic  to  its  destination. 

When  I  discussed  this  issue  with  my 
firewall  engineer,  he  mentioned  that  our 
Palo  Alto  Network  (PAN)  firewalls  could 
decrypt  SSL  traffic.  That  sounded  like 

our  traffic,  but  unfortunately,  the  PANs 
aren’t  ICAP-compatible.  ICAP,  which 
stands  for  Internet  Content  AdapUtion 
Protocol,  is  the  mechanism  by  which 
unencrypted  SSL  traffic  is  passed  to  our 
DLP  fi)r  inspection.  ’That  means  that  I’m 
going  to  have  to  wait  until  2013  to  buy 
another  tool,  unless  I  can  find  a  low-cost 
ahemative. 

One  option  we’ve  been  thinking  about 
is  Squid,  which  is  an  open-source  proxy. 
But  being  open  source.  Squid  doesn't 
come  with  any  support,  so  it’s  not  a 
long-term  solution.  The  one  thing  that’s 
certain  is  that  we  can’t  continue  operat¬ 
ing  blind.* 

This  week's  jounvil  is  written  a  reel 
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OPINION 

PRESTON  GRMLA 

Lawyers  Taking  Tech 
Crown  From  Engineers 


Billions  are  at 
stake  as  tech 
companies  use 
their  patents  to 
seek  competitive 
advantage. 


Com(>uterworld.com 
contributing  editor 
and  the  author  of 
more  than  35  books, 
including  How  t/ie 
Internetworks 
(0ue,2006). 


VENDORS  STILL  TALK  as  if  engineering  innovation  were  the  king 
of  tech,  but  they  are  in  the  process  of  conferring  that  title  on  the 
lawyers.  Microsoft,  Apple  and  Google  are  among  the  tech  compa¬ 
nies  that  are  increasingly  seeking  competitive  advantage  not  from 


tbeir  research  labs  and  design  suites,  but  from 
lawyers  and  the  courts.  Billions  of  dollars  and  vast 
markets  are  at  stake. 

Google  is  a  good  place  to  start  to  understand 
the  shift.  In  May.  Goo^e  bought  Motorola  Mobil¬ 
ity  for  $12.5  billion,  which  seemed  to  be  a  very 
high  price  for  a  company  that  had  been  surpassed 
by  competitors  —  notably  Samsung  and  HTC  — 
in  the  cutthroat  mobile  business. 

Many  pet^le  believed  that  Google  was  mostly  in¬ 
terested  in  Motorda's  cache  of  17,000  patents,  not 
its  hardware  or  engineers.  In  a  mobile  landscape 
increasing  dominated  by  titfor-tat  lawsuits,  those 
patents  are  an  important  means  of  selfdefonse. 

view  by  aimouncing  |dans  to  lay  off  20%  of  Mo¬ 
torola’s  workforce.  On  the  same  day  it  made  that 
announcement,  Google  made  a  filing  with  the 
Securities  and  Exchange  Commission  that  noted 
that  Motorola  bad  lost  money  in  14  of  the  previ¬ 
ous  16  quarters.  A  company  in  such  bad  financial 
shape  must  have  something  other  than  its  primary 
burdness  to  make  it  worth  $12.5  billioa.  Those  thou¬ 
sands  of  patents  certainly  seem  to  be  the  attraction. 

So  is  that  it?  Does  Google  just  want  Motorola's 
patents?  Following  the  layoff  announcement,  Jeff 
Kagan,  an  independent  analyst,  told  Compuler- 
unrld,  “Everyone  at  Motorola  is  asking  and  fearing 

Google  can’t  really  be  blamed  for  this.  Both 
it  and  its  partners  hire  been  sued  by  Apple  and 
Microsoft,  which  claim  that  Android  violates 
several  d  their  patents.  The  tactic  has  worked  for 


Microsoft,  whidi  launched  a  massive  legal  broad¬ 
side  against  makers  of  Android  devices,  claiming 
that  they  infringed  on  Microsoft  patents.  Most  of 
those  device  makers  have  decided  to  pay  Microsoft 
licensing  fees  rather  than  fi^tt. 


Samsung  and  HTC,  paid  Microsoft  $792  million  in 
royalties  in  a  single  quarter.  Microsoft  lawyers  Brad 
Smith  and  Horado  Gutierrez  wrote  in  a  blog  back  in 


October  that  Microsoft  had  patent  deals  in  place  that 
brmg  in  royalties  for  more  than  half  of  all  Android 
smartphones  sold  in  the  U.S.  Aral  white  that  revenue 
stream  is  nothing  to  sneeze  at,  an  even  bigger 
advantage  for  Microsoft  might  be  that  the  royalties 
will  drive  up  the  prices  of  Android  phones,  making 
Windows  Phone  devices  more  prioe-oompetitive. 

Meanwhile,  Apple’s  suit  against  Samsu^  result¬ 
ed  in  a  big  judgmM  fof  Apple,  wfaidi  had  charged 
that  Samsurtg  Galaxy  devices  irrftinged  on  various 
Apple  mobile  patents.  Apple  was  awarded  over 
$t  billion  in  damages,  well  drort  of  the  $2.5  billion 
that  an  accourttartt  testified  ^iple  could  be  due,  but 
rrothirtg  to  stteeze  at  Potentially  more  important  ate 


These  ate  just  a  few  of  the  most  visible  lawsuits. 


I  can’t  say  that  I  know  which  of  these  lawsuits 
have  legal  or  tttoral  validity.  But  that’s  not  really 
the  point  The  point  is  that,  in  the  tech  world 
tod^,  it  might  be  mote  important  to  have  good 
lawyers  than  it  is  to  have  g^engitteets.  ♦ 
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styint? 


Don  Tennant 

The  former  Computerworld 
editor  in  chief  and  co-author 
of  the  New  York  Times  best¬ 
seller  Spy  the  Lie  discusses 
the  art  of  detecting  lying. 

iwpiih  nil  ■■  ni>wnni«<nirtiinitir‘-~ — i- 

good  at  aH  and  there  are  a  lot  of  reasons  ftir  that  For  starters, 
we  hare  a  natural  indinatian  to  want  to  helieve  each  other,  be¬ 
cause  branding  someone  as  a  liar  is  pretty  heavy 


that  hare  a  huge  impact  on  whether  or  not  we 
betew  people,  vou  cant  magically  get  rid  of  your 
biases  when  you  speak  with  someone,  but  the 
methodokigy  we  present  in  the  book  enables  you 
to  manage  them  so  you  dont  hare  to  think  about 
them  in  a  deceptiondelectian  encounter.  And 
there  are  a  lot  of  behavioral  myths  that  people 
tend  to  rely  on  when  they  try  to  distinguish  truth¬ 
fulness  from  deoeplioa  For  example.  It  seems  to 
be  almost  universally  aoepled  that  poor  eye  con¬ 
tact  is  an  indkatar  of  deceptioa  But  the  fact  is. 
eye  contact  is  a  very  individualistic  behavior  that 


s  talk  about  the  organization's  financial  perfoi 
ipany  meeting.  If  you  spot  deceptive  behavior, 
ads  up  that  the  situation  warrants  further  att( 


SPY 

THE 

LIE 


h  conflicting  information  to  process,  and 
lany  behavioral  elements  to  consider,  that 
■  brain  simply  can't  keep  track  of  them  all. 


MONSfER  BRINGS  FACEBOOK 
INTO  THE  :r  2  CL  Kh  I 


If  HsIrtHiithilfe.BeKnown  connects  to  the  job  searcher's 
Facebook  profile  so  it  can  Inform  the  user  about  which  of  lus 
friends  are  associated  with  a  particular  employer.  It's  still  up 
0  reach  out  to  the  friends  to  see  whether  they  can  use  their  insider 
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Not  As  Helpful  As  He  Thought 


Some  Like  It  Hot 

Plant  needs  a  new  server  with  RAID 
and  redundant  power  supplies,  and 
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\-  OPINION 


We  geeks  must 
transform  our 
eagemesto 
please  into 
ei^emessto 
h^lliere’sa 
bigdiffeientE 


Leading  Geeks,  is 
devoted  to  clarifYing 
the  murky  work)  of 
human  emotion  for 
people  who  gravitate 
toward  concrete 
thinking.  His  newest 
book  is  8  Steps  ID 
ReMring  Oient  Trust 
AProfesskml'sGuide 
to  Managing  Client 
Conflict  you  can 
contact  him  at  infoe 


Check  Your  Work,  or  Else 


OFTEN  WISH  I  had  a  time  machine  so  I  could  go  back  and  prevent  tech¬ 
nical  people  from  taking  their  first  step  toward  client  relationship  hell  — 
where  all  interactions  are  tainted  by  the  sense  of  mutual  discomfort  and 
mistrust  that  often  emerges  when  geeks  mix  with  business  people. 


It  frequently  starts  with  one  small,  whdly  unnec¬ 
essary  misstep. 

One  the  most  common  com{daints  I  hear 
from  business  peoj*!  about  us  geeks  is  that  we 

deliver  things  that  don't  work.  You  mi^t  be 
thinking  that  I  mean  "don’t  work”  as  in  “don’t 
meet  some  unaiticulated  requirement  that  useis 

becmne  conscious  of  after  using  what  they  asked 

for."  Unfortunately.  I’m  talking  about  basic  stuff 


For  us  geeks,  these  ate  trivial  events,  smce  they 
ate  usually  easy  to  fix.  It’s  just  a  small  oversight: 

a  misplaced  comma  or  a  typo  in  a  variable  name. 

We  don’t  even  feel  embarrassed,  since  small  ad¬ 
justments  ate  part  of  implementing  technology. 

But  you  probably  have  no  idea  bow  badly 
relationships  can  be  damaged  when  these  things 
happen,  because  end  users  have  an  entirely  differ¬ 
ent  experience  of  that  same  small  ^tch. 

them  that  their  long-awaited  technology  is  ready 
fitr  them  to  try.  Excited  and  relieved,  they  begin  to 
fcmtasize  about  all  the  productivity  they’re  about  to 
unleadi.  Then  —  Born.' —  instant  failure. 

What  seems  like  a  minor  setback  to  you  is  a 
^disappo 


feelings  they  experience: 

1.  StM-doubt  “Cfft  crap.  1  broke  it.  Maybe  I’m 
too  stiqnd  to  use  this." 

1.  *«*«■.  “They  t<dd  me  this  was  done!  What 
kind  of  bozo  would  deliver  this?" 

3.  mnntment.  “They’re  just  wasting  my  time 


because  they’re  too  lazy  to  test  this  and  they 
expect  me  to  do  their  job." 

From  then  on,  every  encounter  with  us  is  tinged 
with  the  memory  of  that  bad  experience.  And 
every  human  mistake  we  make  is  further  evidence 
of  our  incompetence.  It  truly  is  the  road  to  hell. 
Having  been  on  both  sides  of  this  situation,  1 

can  tell  you  that  this  usually  happens  because  of 

out  good  intentions.  Most  IT  pet^le  are  ear¬ 
nestly  eager  to  please  their  business  partners.  We 
respond  to  their  constant  sense  of  urgency  with  a 
zeal  to  deliver  quickly,  which  (rften  leads  to  inad¬ 
equate  testing  and  sloppy,  silly  mistakes. 

We  can  easily  avoid  such  situations  by  taking 

these  steps: 

1.  Set  expectarttons.  If  they  want  to  see  it  before 
:  it’s  ready,  tell  them  that  they’re  likely  to  find  bugs 

;  and  tell  them  what  to  do  when  those  bugs  appear. 

2.  «JA  yoor  work.  Have  someone  else  check  for 

:  you.  A  quick  look  with  fresh  eyes  goes  a  long  way. 

3.  M  availaMc.  Don’t  just  toss  something  over 
the  wall  Wait  by  the  user’s  desk  or  connect  via 
video  chat  while  he  does  his  first  inspection.  If 

something  goes  wrong,  he  won’t  feel  so  alone. 

In  the  en^  we  must  transform  our  eagerness  to 
please  into  eagerness  to  help.  These  might  sound 
the  same,  but  they’re  quite  different.  Tlrying  to 

thou^-out  solutions  and  poor  quality.  Hdping 


scope  of  what  we  tali  on.  In  the  short  run,  being 
hel^  often  means  displeasing  our  business  part¬ 
ners,  but  that’s  what  th^  want  and  need  from  us.  * 


Discussion 

Underway 
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